
Today’s Presenter

Brandi Bates
Santa Rosa County Public Information Officer

An experienced local government public information officer with 
a demonstrated history of working in crisis communications as 
well as non-profit and the private sector. Brandi oversees Santa 
Rosa County’s public information office, promoting the plans, 
programs and policies of the board of county commissioners.

Brandi graduated from FEMA's Master Public Information Officer 
Program in September 2019 and was awarded Florida Public 
Relations Association Pensacola Area Chapter’s Communicator 
of the Year for 2019.



Trolls and their toll – on YOU
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• Fast – You can post in seconds… and trolls can respond in seconds.
• Accessible – Everyone comments (kids, criminals, arm-chair politicians).
• Engaging – Get immediate feedback from !, ❤, #, $, % to &.
• Expands reach – Get a broader audience of both supporters and trolls.
• Measurable – See how many saw, shared, liked or disliked a post in seconds.
• Humanizes government – And sets you up for personal attacks.

The Double-Edged Sword of Social Media



Supporters 
encourage their colleagues to 
follow you and often like and 
share your posts.



Critics 
point out your (perceived) 
mistakes and typos.



Upset Followers 
have a legitimate issue you 
may be able to resolve.



Complainers 
are annoying but harmless. 

Haters
hate your organization 
(and possibly you too).



Trolls 
are off topic, attacking, profane 
and deliberate in causing 
conflict or confusion.

Trolls are NOT just anyone who 
disagrees with your agency.
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Now is the Time to Push the Positives
• Pages get extra attention in a crisis – blue skies vs. grey skies.
• Share positive changes from the pandemic: 

Improvements, research, additions, fast-tracked projects.
• Give your followers something to do:

Disaster preparedness tips, community needs.
• What can your followers share with you for engagement?

Photos of them working at home with their shelter pets.
• Don’t forget the feels: Photos of staff volunteering at food drives, first 

responders still responding, anything heartwarming.
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• Trolls think they are funny. 
• Trolls think they are clever.
• Trolls post when they are bored 

(or when they’ve been drinking).
• Trolls enjoy causing confusing and baiting your followers.
• Research says some trolls are sadists.
• Why do trolls troll? Because of the online disinhibition effect or the 

lack of restraint when communicating online vs. face-to-face.

Why We Can’t Have Nice Things
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Taking Down A Troll
• Don’t react emotionally! Respond with facts. Stay polite and professional. 

Would you want to see your response in the news?
• Steer negative conversations offline.
• Don’t answer rhetorical questions.
• Protect your public from bullies or 

incorrect information
– especially in disasters.

• If you hide or delete, do it quickly! 
And only if you have a great social 
media archiving service.
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Facebook Tools
Posts can be reported for:

• Inferiority, contempt and disgust

• Mocking victims

• Exclusion, segregation and more…

Block words (http, www, names) not 

allowed on your page and set your 

profanity filter to strong. 

Reconsider Facebooks badges for 

“top fans” if your top fans are all trolls.
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Remember…
• Tread carefully if responding with humor.
• Not everything is good for social media.
• Avoid posts at 4:30 p.m. or on Fridays. 
• Social media is a limited public forum. 

Just because you don’t like what they say 
doesn’t mean they can’t say it. 

• But, what you permit, you promote.
• Be cautious responding in groups as your 

agency’s page.



Protect Yourself
• Consult with legal on your 

social media policy.
• Post your policy on EVERY 

platform.
• Always abide by it quickly 

and consistently.
• Help your leadership 

understand what you do so 
they have your back.
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When Your Page is Circling the Drain…
• Lock down your personal account to friends only.
• Pay attention to your profile photo.
• Put your page on “snooze” for a while.
• Don’t be an easy target!
• Consider what can go wrong before you make ANY post.
• Never wrestle with a pig. You both get dirty and no 

matter who wins, the pig loves it.



Build a Loyal Audience

• The antidote for 50 enemies is one 
friend (or a couple thousand…).

• Invite wisely – sort by reaction.
• Invite slowly – three seconds each.
• Limit invitations to about 100 per 

day.



Boosting Posts
• Don’t boost immediately!
• Correct any mistakes first.
• Choose what you boost carefully.
• Consider the post’s reactions 

when evaluating effectiveness.



The Toll Trolls Will Take

• Trolls take up valuable time (they are at it 24/7/365).

• Trolls drain energy from you and your team.

• Trolls have negative effect on the morale of your 
ENTIRE organization – not just your team.

• Trolls can spread dangerous misinformation to your followers.

• Trolls set a mood for more negative posts on your page.

“If you don’t have something nice to say, come sit by me.”
• Trolls will eventually tarnish your reputation, if unmitigated.



• Big mistakes are easy to made when you’re 
tired. (And it’s easy to make a big mistake 
now.)

• Get help from inside your agency. 
Build a team.

• Make a schedule. Take time off.
• Get help from your colleagues. Be a friend.
• Stop reading the comments on the weekends.

Don’t Underestimate the Stress
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Questions?
Share your experience! pio@santarosa.fl.gov


